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ABSTRACT 



The call handling system incorporating the invention is 
directed at: queuing a call when no agent is available to 
service the call; giving the caller an option to monitor (but 
not participate in) other caller conversations with similar 
queries, or to listen to recorded calls involving similar 
queries; querying a database using collected initial informa- 
tion as a search key(s) to retrieve a similar call currently 
being serviced or a recorded call; and connecting the caller 
to a communication channel to allow the monitoring of a call 
while not losing place in the queue for a next available agent. 
In a further embodiment of the invention, the caller is given 
a further option to enter a "chat room" where callers having 
like problems can converse until an agent becomes avail- 
able. 

32 Claims, 7 Drawing Sheets 
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METHOD AND APPARATUS FOR ENABLING than satisfactory customer service, especially when the 

INTERACTION BETWEEN CALLERS WITH recorded answer does not precisely match the customer's 

CALLS POSITIONED IN A QUEUE query. 

The present application is a continuation of U.S. patent 5 SUMMARY OF THE INVENTION 

application Ser. No. 08/832,724 filed on Apr. 11, 1997 and it i s an object of the invention to provide a call queuing 

issued as U.S. Pat. No. 5,978,467. system which enables a caller to obtain information in 

HELD OF THE INVENTION response to a query, prior to an agent being able to answer 

the call. 

The present invention relates to communication switching 10 i t Ls another object of the invention to provide a call 

systems and, more specifically, to a queuing system for calls queuing system which enables a caller whose call has been 

directed to a call center, wherein a caller can monitor other placed in a queue to "listen in" on other calls-wherein 

calls while awaiting an agent's response. discussions are being held that relate to the caller's query. 

BACKGROUND OF THE INVENTION is It is a further object of the invention to provide a call 

queuing system which allows jt caller, whose call is on hola^ \ 

For a growing number of public and private organizations, t0 browse through an archive of recorded calls or to listen to \ 

telephone-based customer support plays an increasingly an on-going call so as to enable the caller's question to be 

vital role in activities requiring direct communication with a possibly answered, without requiring connection to a live / 

caller/customer. In order to serve a maximum number of agent 

callers, every call center is designed to optimize call han- 20 The , invention ^ directed tQ . ; a ca „ wheQ 

dling efficiency and telephone agent productivity. Some nQ is avaflabl6 lQ servic6 ^ ^ ivin * he calkr „, 

pnor art systems allow telephone agents to service a greater ion tQ m} ^ m (bu( ^ ici in) ^ ^ ^ 

number of callers by a) ascertaining a caller s request versations wit[] similar rieSj ; a database usj 

through collection, by a live agent, ot initial information collected 

initial information as a search key(s) to retrieve 

from the caller, and b) transferring the call to a voice additkmal MolmalioB needed to flnd a ^ miUt caUer o, r . 

response unit to address the specific request or the caller. „ . . M • A . „ 

^ , r . . . , rcntly being serviced, and conne cting the ca ller to a com- 

Other systems reverse the answer and collection process by „ • ♦• u i* n ~Tu \ • '"V 77- — c*r 

J . , .... munication channel to allow the monitoring of a call while 

connecting the caller initially to a voice response unit which — — ■ 1 n^^r— -r^r , 4 •{ u i 1 T" 

• . • i • 1 I .11 not losing place in tne^ueue torjuxsx L available age nt. 

collects information that is ultimately used to route the call — . -~ — „ , " " " " -r 

to an appropriate agent. 30 The invehTionlaWadvantage of the features and func- 

„,,., . ... * * . . tionaUty offered by premise-based ACDs. In an exemplary 

While these techniques increase agent productivity, such ... . r *u • *■ aoi^ * *u « * 

* i ■ * j * t- • . A.\ embodiment of the invention, an ACD at the call center 

systems are often limited to business transactions that are , t • 4 4 . , t , 

' . Jii J<;J r> j.i i determines that no agents are available to handle an incom- i 

rather simple and clearly denned. For moderately complex . n j ■ n . u i j • ■ , \ 

.. . r . u . u ii ♦ - -a 4i m S ca U an d invites the caller to be placed in an interactive 

applications, in which caller requests differ significantly ^ c . TT - . ■ , . , tL n 1 

' t . t . \ . . 35 holding queue. Upon receiving a signal indica ting the call- 

from one caller to the next, semi-automated prior art systems , V * u i i • *u 

i j , i • . 4 . r \ A er s willingness to be placed in the queue, announcements 

may lead to disconnects, connection to a wrong agent pool, 4l _ , .... n • j . « • - . 

J c ii * r * L * i , are then played to the caller in order to collect initial 

or a sequence of call transfers that may be disconcerting to . c * j- . *i_ n ^ n j - r 

some callers information to direct the call. The collected information 

enables the system to search for a similar subject already 

A common device used in telemarketing centers to 40 being handled by an agent. If such a caU is on-going, the call 

enhance agent productivity is an Automatic Call Distributor % forwarded t0 a switch serving the agent switchj in * 

(ACD) which allows a call center to cost-effectively handle mrn> allows the caller l0 monitor the C alHnpro gg ss.or a,„*-> 

a large number of calls by placing calls in a holding queue pre vious call which has been recorded. A database retains 

when no agents are available. Before a call is placed in the the caller * s subjecl and queue status untiI an becomes 

holding queue, a greeting message identifying the called 45 available . When an ,agen t becomes available the switch 

party is played by the ACD, via an interactive voice response disconnects lh7^oliito7: onlv connection of tGT55g aSd , 

unit (IVRU), to the caller, mdicating that the next available foTwaraTt fre - call"to the a vaila ble agent.^ ^g- * ^ 

agent will service the call. During the holding period, music — ? ~r — r — r , , „ 

„r »A^rt; c ; nn i° n i n ^A ,r iu„ „„ii 0 , tn * n another embodunent of the invention, the caller is 

or advertising messages may be played to the caller to . 4 . . . , 

t . . . r *iT ii * i c given an option to remain in the monitor-only status until the 

entertain or inform the caller of sales promotions for par- « n *. in- i , i , , 7 t 4 . , r 

, a„„,^ „ monitored call is completed and then to return to the top of 

ticular products or services. it _ r , r , , r 

_ „ . . , . the queue for the next available agent. 

Call queuing plays a very important role in call center _ _ t t t . _ , 

operations. Known advantages to the call center include . In \ ft,rther e «b°diment of the invention, the caller is 

increased agent productivity by reduction of idle time for the 8. lve " the 0 ?} l ° a 10 enter a chat room ., where callei ^ havm S 

agent, and increased capacity to handle more calls simulta- 55 sim ^ P^lems can converse until an agent becomes 

neously during peak calling periods. Long call queues, available. 

however, have several disadvantages. Call centers waste a ^ present invention has the advantage of reducing the 

tremendous amount of money servicing long call queues. size of a cal1 <l ueue ' thereby increasing customer satisfaction 

Callers waste time while in the queue, resulting in dissatis- while directly decreasing the costs of the provider, 

faction with the service provide^ ^ potentially leading to 6 0 BRIEF DESCRIPTION OF THE DRAWINGS 
abandoned calls. Further, for non 800 number calls, the user 

pays telecommunication charges while wailing. FIG. 1 is a block diagram of a caller-interactive phone 

It is known that many callers to call centers have identical queuing system that incorporates the invention, 

or nearly identical queries but still obtain individual han- FIG. 2 is a block diagram of an automated call distributor 

dling by agents. The prior art has attempted to handle such 65 (ACD) used with the invention. 

queries by providing pre-recorded answers to commonly FIG. 3 is a block diagram of a private branch exchange 

asked questions. However, such a facility can provide less (PBX) used with the invention. 
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FIG. 4 is a schematic drawing of the contents of a call talk simultaneously, enabling the customers to exchange 

database used in the invention. advice regarding the problems they are experiencing. This 

FIG. 5 is a schematic drawing showing an agent database exchange offers the possibility of obtaining a solution/ 

used with the invention answer to the caller's problem without requiring connection 

FIG. 6 is a schematic diagram of a recorded call archives 5 t0 <J ^ye agent. ... ., , , . . 
, , , , - ° Enabling an incoming caller whose call has been placed 

database used with the invention. i_ u ■ * «i- • » i* n • 
. .on hold in a queue to either listen-in on a live call- in - 

FIG. 7 is flow chart describing the method by which calls progress, to access and search through pre-recorded calls in 

are processed and routed in accordance with the invention. tne same subject area or to participate in a chat room, 

DETAILED DESCRIPTION OF THE 10 P rovi ( des manv benefits. Among these benefits are a reduc- 

INVENTION * n Ca ^ l ^ at W ^ rec l u ^ re ^ ve operator assistance, an 

increase in customer satisfaction, and an decreased hold time 

Referring to FIG. 1, a priority phone queuing system for each caller, 

incorporating the invention includes a Private Branch Further details of the components of the system of FIG. 1 

Exchange (PBX) 10, an ACD 12 and an IVRU 14. PBX 10 will now be described to enable a more complete under- 

receives incoming calls via trunk 11 and is, via trunk 20, 1 standing of the invention. Referring now to FIG. 2, ACD 12 

connected to a plurality of agent terminals 16. PBX 10 is controlled by a central processing unit_(CPU)_22 and 

further provides caller data to ACD 12 which handles includes a clock 24, a read-only memory (ROM) 26 and a 

queuing management of the calls and further controls the random access memory (RAM).28..,RAM 28 includes one or 

operation of IVRU 14. IVRU 14 communicates with the more cal * queue(s) 30 of call identifier indicating calls 

callers by passing/receiving audio signals through ACD 12 20 awaiting connection to an agent terminal 16. 

to/from PBX 10 and the connected calling party whose call A d ata sto jagede^gciLg^e.g., a disk drive) includes a call 

Vhas been placed on hold. Those skilled in the art will handling procedure 34 that enables handling of queue(s) 30 

understand that the precise arrangement of PBX 10, ACD 12 and other functions performed by ACD 12, to be hereafter 

and IVRU 14 shown in FIG. 1 is merely illustrative, and that described. Data storage device 32 further includes a call 

other arrangements thereof can accomplish the invention to 25 database 36 and an agent database 38, all of which will be 

be described below. hereafter described in conjunction with the schematic illus- 

In the description which follows, it will be assumed that trations in FIGS. 4 and 5. 

all agent terminals 16 are busy and that PBX 10 cannot ACD 12 communicates with PBX 10 via communications 

respond to an incoming call by making a direct connection 3Q port 40 and PBXjntejiaj^42; and with IVRU 14, via IVRU 

to an agent. As a result, PBX 10 is forced to place an interface 44. Also connected via communication port 40 is 

in^ngiog^alLpn-riQjd^and to provide data regarding the call a floppy disk drive 48 which is adapted to receive a disk 

to ACD 12. In response, ACD 12 places the incoming call in cartridge 49, It is to be understood that call handling 

a queue, in the order received. Thereafter, when PBX 10 procedure 34 can be off-loaded from disk cartridge 49 and 

determines that an agent terminal is available, it so instructs 35 thereafter utilized to control the operation of ACD 12. 

ACD 12, which removes the call at the top of the queue and Call database 36 maintains information regarding incom- 

provides it to PBX 10, which then takes the corresponding ing calls. Agent database 38 provides further information 

incoming line off hold a nd conn ects t he caller to the avail - regarding each agent terminal 16 and provides signals to 

able agenTterminal 16T~ ~ ' "~ PBX 10 which instruct as to the routing of control signals 

^Oric^ClTlTha^ placed the incoming call in a queue, it 40 and telephone calls to individual agent terminals 16. 

transmits a message to IVRU 14 which, in turn, plays a Turning now to FIG. 3, PBX 10 comprises a switch 

message for the caller whose call has been placed on hold. network 50 which receives incoming calls via trunk 11 and 

That message provides the caller with the option to "listen- provides outgoing connections to agent terminals 16 (FIG. 

in" on other customer service calls that are already in 1) via trunk 20. Control of switch network 50 is exerted by 

progress and that are directly related to the subject matter of 45 central processing unit (CPU) 52 which is, in turn, con- 

the caller's query. Should the caller accept the offer, IVRU trolled by procedures stored in RAM 54 and ROM 56. 

14 notifies ACD 12 of the acceptance. ACD 12 then instructs Control procedures and databases used by CPU 52 are 

PBX 10 to re-route the call to enable the caller to listen to held in data storage device 58. Stored therein is a call 

an agent/caller discussing a subject that is common to the transaction process 60, a recorded call archive database 62 

incoming caller's query. 50 and a routing database 64. Call transaction process 60 

ACD 12 can also be programmed to allow the caller enables CPU 52 to react to an incoming call; to place the call 

whose call has been placed on hold to selectively "sample" on hold if all agents are busy; to connect the call to an 

available calls in progress or previously recorded customer available agent; and to communicate with ACD 12 so as to 

service calls. The previously recorded calls are stored in data enable the caller to monitor calls in progress, to "browse" 

storage in PBX 10 in a "recorded call archive". Allowing the 55 through recorded call archives 62 or to participate in a char} 

caller whose call is on hold to selectively browse through the room. A call recorder 65 enables recording of calls and may 

archive or to listen to an on-going call may result in the be addressed by CPU 52, responsive to data in recorded call 

caller's question being answered, without requiring connec- archive 62, to play previously recorded calls for caller 

tion to a live agent. The incoming caller, while on hold, is listening. 

enabled to access and listen to any archived call in the same 60 Recorded call archive 62 holds recordings of prior calls 

subject category as his call, and/or to listen to the different with agents. These calls are classified by subject matter to 

on-going calls to see if any one addresses the particular enable an accessing thereof by an associative search process, 

problem he has called about. Routing database 64 maintains route information to con- 

j ACD 12 can further be programmed to allow the caller nected agent terminals 16 (and any other terminals that are 

(whose call has been placed on hold to participate in a "chat 65 connected to PBX 10). 

/room" with other customers whose calls are also in the PBX 10 controls communications with each of agent 

\queue. A chat room is a line on which multiple people can terminals 16, via a communication port 66 and an agent 
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interface 68. Control signals are sent to agent terminals 16 
via control wiring (not shown) between PBX 10 and each of 
agent terminals 16. The control signals may, alternatively, be 
carried over the internal telephone network comprising trunk 
20. ACD interface 70 enables PBX 10 to communicate with 5 
ACD 12 (see FIG. 2). 

Referring also to FIG. 1, each agent terminal 16 includes 
a communication "back" channel connection 72 which 
enables an agent at an agent terminal 16 to provide a call 
subject classification back to PBX 10. More specifically, *o 
when an agent has initially conversed with a caller and 
determined the subject of the caller's query, the agent 
transmits a subject category value to PBX 10, via back 
channel 72. PBX 10 feeds the call subject category value to 
ACD 12 for storage in a call database in association with the 15 
call. 

It is to be understood that PBX 10, ACD 12 and I VRU 14 
are all commercially available units. For instance, the Amer- 
itech Corporation's Call Center provides all of the functions 
including automatic call agent functions, automatic call 20 
distribution/switching functions and interactive voice 
response functions. 

Turning now to FIGS. 4-6, three databases are schemati- 
cally illustrated which aid in the implementation of the 
invention. Call database 36 (FIG.4) includes a listing of call 25 
tracking numbers which are assigned to calls as each call is 
received; a call subject category which identifies a subject 
classification of a caller's inquiry; a call position value 
which indicates the call's queue position; the caller's phone 
number; a channel number which identifies the internal 30 
telephone line to which the call has been assigned (for 
connection to an agent); the time the call was received; an 
agent tracking number; and an archive call number which 
indicates an archived call (if any) to which the caller has 
been connected. 35 

FIG. 5 illustrates the contents of agent database 38. The 
agent identification number is self-explanatory. The agent 
status indicates whether the agent is busy or available. The 
agent area of expertise entry defines a particular subject 4Q 
matter (or subject matters) which the agent is competent to 
handle. The latter category enables ACD 12 to connect an 
incoming call (where the subject of the call has been 
pre-identified by the caller), to an agent having expertise in 
the call's subject matter. 45 

FIG. 6 illustrates recorded call archive database 62 which 
includes four fields, i.e., a call subject category which 
defines the subject matter of a call recorded in the archive 
database; the date the call was recorded; the length of the 
recorded call; and the recorded call data. Each field enables 50 
ACD 12, in conjunction with call handling procedure 34, to 
manage the connection of an archived call to a caller waiting 
in a queue. The subject matter and date of the recorded call 
are used to access the recording within archive database 62. 

It is to be understood that the above-described databases 55 
are intended to illustrate one embodiment of the present 
invention. Many alternative database structures will be 
apparent to those skilled in the art. 

Referring to the flow diagram of FIG. 7, the procedure 
employed by the invention will be described. Initially, a 60 
caller places a call to a customer service provider (box 100). 
The incoming caller's telephone number is detected by an 
automatic number identification (AN1) facility. In response 
to voice prompts from IVRU 14, and in conjunction with 
control commands from ACD 12, PBX 10 then inputs 65 
information regarding the call to ACD 12 (box 102). One 
such piece of information may be the subject matter of the 
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call. For instance, IVRU 14 may provide a series of subjects 
to the caller, and ask the caller to respond by depressing a 
specified key to identify a particular subject (e.g. "press 1 for 
printer problems, press 2 for modem problems"). 

Once the call information has been entered by ACD 12 
into call database 36, the system determines whether an 
appropriate agent is available (decision box 104). If so, the 
call is routed to the agent's phone and the information 
associated with the call is transmitted to the agent's terminal 
(box 106). If no agent is available, the call is placed in the/ 
holding queue (box 108). IVRU 14 plays a message asking 
whether the caller would like to monitor an on-going call, an 
archived call or participate in a "chat room" (decision box 
110). If the caller declines to hear more information, the call 
remains on hold in the holding queue (box 112) to awaii 
availability of an appropriate agent (decision box 118). ' 

If the caller agrees to hear additional information 
(decision box 110), an appropriate call in-progress, archived 
call or chat room is selected, as the case may be, based on 
the subject of the incoming call and the preferences of the 
caller (box 114). For instance, each call in progress with an 
agent has already had a subject matter categorization entered 
into call database 36. Accordingly, by matching the incom- 
ing call subject with ongoing call subject categories in call 
database 36, an appropriate call in progress can be selected 
for connection to the incoming caller's line. It is to be noted, 
however, that the connection of the incoming caller's line 
only allows a monitoring of the call in progress call. It 
should be noted that the initial caller who is currently talking 
to a live operator is provided the option of maintaining a 
private call. Should the caller not want another party to 
"listen in", he can simply designate so at the onset of the 
connection with the live operator. Call centers may provide 
callers with some incentive to allow other callers to "listen 
in". For example, a caller might receive a discount towards 
a future purchase for allowing an open line. In addition, all 
operators will be given the ability to mute or lock out any 
listeners. When caller sensitive material or information is 
going to provide a credit card account number or software 
license number, the operator might simply press a button, 
securing the phone line such that no one can hear that 
sensitive information. Similar actions occur with respect to 
archived calls and chat room(s), depending on the incoming 
caller's choice. For instance, if the caller elects to listen to 
an archived call, call handling procedure 34 selects an 
appropriate recorded call from the archive and plays the call 
for the incoming caller. 

Should the caller determine that a call selection made by 
call handling procedure 34 is not of interest, or involves a 
subject that does not match the caller's subject, the caller is 
enabled (box 116) to monitor or "browse" other calls in 
progress or other archived calls. This browsing is enabled 
through the entry (by the caller) and detection (by IVRU 14) 
of appropriate tones to restart the call selection process 
described above. Only when an appropriate agent becomes 1 
available (box 118) does the procedure terminate, to enable 
the incoming call to be routed to the agent (box 106). 

If an appropriate agent is still not available when a 
monitored call ends, and further calls are available to be 
monitored, the system then enables the caller to select 
another call (box 120). This action continues until an agent 
becomes available or the caller determines that his/her query 
has been answered by the aforesaid call listening/chat room 
actions. 

The provision of the above-noted listening/chat room 
features enables a caller whose call has been placed in a 
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queue to possibly find an answer to a query in advance of offer the first caller an option to participate in a con- 
being connected to an agent. As a result, a number of versation involving a second caller, the second caller 
incoming calls will disconnect before being connected to an having also placed a telephone call to the call center; 
agent, thereby enabling an improvement in service to other and 

callers still on hold. Further, since the call queue moves 5 arrange for the first caller to participate in the conver- 

f aster, the call center stands to gain as a result of shorter call sation involving the second caller, 

times leading to lower telecommunication costs. 10. The call center device of claim 9, wherein the first 

A system embodying the invention can include further caller participates in the conversation by listening to the 

features, which will enable the system to exhibit additional conversation. 

options for call center operations. For example, a caller 1Q 11 - The call center device of claim 9, wherein the con- 
might be given the option of not making his call available for versation comprises an in-progress call between the second 
monitoring by other callers; the caller might be billed less caller and an agent associated with the call center, 
for a call that is made available for monitoring; if a live call 12. The call center device of claim 9, wherein the con- 
is chosen to be monitored, the listening-in caller might lose versation comprises a recorded call between the second 
his position in the call queue, to be positioned at the end of caller and an agent associated with the call center, 
the queue when he quits the call monitoring function. 15 13. The call center device of claim 9, wherein the con- 
Further, a charge may be levied for the monitoring/listening- versation comprises a conversation between the first caller 
in °P tion - and t he second caller. 

It should be understood that the foregoing description is 14. The call center device of claim 9, wherein said storage 

only illustrative of the invention. Various alternatives and device f urt her stores instructions adapted to be executed by 

modifications can be devised by those skilled in the art 20 sa j d processor to* 

without departing from the invention. Accordingly, the determine wbj ^ ^ ^ 

present invention is intended to embrace all such , , fi J r 

alternatives, modifications and variances which fall within r m e a er, 

the scope of the appended claims. wherein said processor arranges for the first caller to 

What is claimed is: 25 participate in a conversation associated with the sub- 

1. A method of processing a telephone call from a first J ect - 

caller to a call center, the telephone call from the first caller 15. The call center device of claim 14, wherein the 

being placed in a telephone call queue, comprising: determination is performed by at least one of: (i) an agent 

offering the first caller an option to participate in a associated with the call center; (ii) a voice response unit; and 

conversation involving a second caller, the second 30 (in) an interactive voice response unit, 

caller having also placed a telephone call to the call 16. The call center device of claim 9, wherein said storage 

center; and device further stores instructions adapted to be executed by 

arranging for the first caller to participate in the conver- said processor to: 

sation involving the second caller. when an agent associated with the call center becomes 

2. The method of claim 1, wherein the first caller partici- 35 available, arrange for the first caller to be connected to 
pates in the conversation by listening to the conversation. tne agent. 

3. The method of claim 1, wherein the conversation 17. The call center device of claim 9, wherein said storage 
comprises an in-progress call between the second caller and device further stores a call database . 

an agent associated with the call center. 18 The call centef device of claim 9y whe rein said storage 

4. The method of claim 1, wherein the conversation 4Q device further slores aQ agent database . 

comprises a recorded call between the second caller and an 19 llle calI cenler device of claim 9j wherein said storage 

agent associated with the call center. device farther stores a recorded calI arch ives database. 

5. The method of claim 1, wherein the conversation 20. The call center device of claim 9, wherein said storage 
comprises a conversation between the first caller and the device stores a routing database> 

second caller. 45 21. A medium storing instructions adapted to be executed 

6. The method of claim 1, further comprising: by a processor t0 perform a method of processing a tele- 
determining a subject associated with the telephone call pn0 ne call from a first caller to a call center, the telephone 

from the first caller, call from the first caller being placed in a telephone call 

wherein said arranging comprises arranging for the first queue, said method comprising: 

caller to participate in a conversation associated with 50 offering the first caller an option to participate in a 

the subject. conversation involving a second caller, the second 

7. The method of claim 6, wherein said determination is ca n cr having also placed a telephone call to the call 
performed by at least one of: (i) an agent associated with the center* and 

call center; (ii) a voice response unit; and (iii) an interactive arranging for the first caller to participate in the conver- 

voice response unit. 55 sation mvolving the ^cond caller. 

8. The method of claim 1, further comprising: 2 2. The medium of claim 21, wherein the first caller 
when an agent associated with the call center becomes participates in the conversation by listening to the conver- 

available, arranging for the first caller to be connected sation. 

to the agent. 23. The medium of claim 21, wherein the conversation 

9. A call center device for processing a telephone call 60 comprises an in-progress call between the second caller and 
from a first caller to a call center, the telephone call from the an agent associated with the call center. 

first caller being placed in a telephone call queue, compris- 24. The medium of claim 21, wherein the conversation 

m S : comprises a recorded call between the second caller and an 

a processor; and agent associated with the call center, 

a storage device coupled to said processor and storing 65 25. The medium of claim 21, wherein the conversation 

instructions adapted to be executed by said processor comprises a conversation between the first caller and the 

to: second caller. 
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26. The medium of claim 21, said method further com- 
prising: 

determining a subject associated with the telephone call 

from the first caller, 
wherein said arranging comprises arranging for the first 5 

caller to participate in a conversation associated with 

the subject. 

27. The medium of claim 26, wherein said determination 
is performed by at least one of: (i) an agent associated with 
the call center; (ii) a voice response unit; and (iii) an 10 
interactive voice response unit. 

28. The medium of claim 21, said method further com- 
prising: 

when an agent associated with the call center becomes 35 
available, arranging for the first caller to be connected 
to the agent. 

29. A computer- readable medium that stores data acces- 
sible by a program executable on a data processing system, 
the data being organized according to a data structure that 2Q 
includes: 

a first caller data object representing a first caller who 
placed a telephone call to a call center, the telephone 
call being placed in a telephone call queue; and 

a conversation data object representing a conversation 25 
involving a second caller, 

wherein an option to participate in the conversation is 
offered to the first caller and an arrangement is made for 
the first caller to participate in the conversation. 

30. A call center system for processing a telephone call 30 
from a first caller to a call center, the telephone call from the 
first caller being placed in a telephone call queue, compris- 
ing: 
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means for offering the first caller an option to participate 
in a conversation involving a second caller, the second 
caller having also placed a telephone call to the call 
center; and 

means for arranging for the first caller to participate in the 
conversation involving the second caller. 

31. A method of processing a telephone call from a first 
caller to a call center, the telephone call from the first caller 
being placed in a telephone call queue, comprising: 

a step for offering the first caller an option to participate 
in a conversation involving a second caller, the second 
caller having also placed a telephone call to the call 
center; and 

a step for arranging for the first caller to participate in the 
conversation involving the second caller. 

32. A method of processing a telephone call from a first 
caller to a call center, the telephone call from the first caller 
being placed in a telephone call queue, comprising: 

offering the first caller an option to participate in a 

conversation involving a second caller; 
receiving an identifier from the first caller; 
selecting, based on the received identifier, a conversation 

involving a second caller; 
arranging for the first caller to participate in the selected 

conversation; 

receiving an indication from the first caller of a desire to 
participate in a different conversation; and 

arranging for the first caller to participate in the different 
conversation. 
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